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ABSTRACT 
 
Each person often faces a decision making situations. Decision making is part of life and 
become our importance life factors. It is not an easy matters instead we should consider the 
cause and effect from some decisions. In the organization, the decision must to 
confirmation from all parties. This is because the decision taken will ensure the 
achievement of the organization. During in process to make decision, conflict will occur. 
The objective of this study are about to focus on the causes of decision making conflict 
within the organization and to investigate the relationship between causes of conflict with 
decision making. Some method was used to solve the problem. The result from the analysis 
has shown to fulfill the objective of the study. Conflict is interaction processes that occur 
when there is incompatibility between two opinions exist. Making decision can take a long 
time during the conflict. 
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ABSTRAK 
 
Membuat keputusan merupakan perkara yang sering lakukan manusia. Ia sebahagian 
daripada aktiviti kehidupan kerana setiap perkara yang dilakukan perlu untuk membuat 
keputusan. Untuk membuat keputusan ia bukan sesuatu yang mudah untuk dilakukan. Ia 
perlu mengambil kira kesan yang akan berlaku terhadap keputusan yang diambil. 
Terutamanya dalam organisasi, keputusan yang dibuat perlu mendapatkan persetujuan dari 
semua pihak. Hal ini kerana keputusan yang diambil akan menentukan pencapaian 
organisasi tersebut. Ketika dalam proses membuat keputusan konflik akan berlaku. Objektif 
kajian ini khususnya memberi tumpuan kepada punca yang menyebabkan berlakunya 
konflik membuat keputusan dan mengenalpasti hubungan antara punca konflik dengan 
membuat keputusan. Menggunakan beberapa method untuk menyelesaikan masalah 
tersebut. Keputusan yang diperolehi mencapai objektif kajian. Konflik adalah satu proses 
interaksi yang terjadi akibat adanya ketidaksefahaman antara dua pendapat. Dalam keadaan 
konflik, ketidakpastian keputusan yang dibuat akan menyebabkan proses membuat 
keputusan mengambil masa yang lama. 
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CHAPTER 1 
 
 
INTRODUCTION 
 
 
1.1 INTRODUCTION 
 
 In an organization, there are many conflicts that are often issued among 
researchers and practitioners. Until nowadays, the problem regarding the decision 
making always been issued as it is an important part of management to be organized and 
it become the crucial choice to be discussed. The way to address the issues and how to 
solve the problem is always effect the organization’s achievement. According to 
Fisher’s (1970), decision emergences consist of the feature of the second phase of the 
conflict. Conflict occurs when they start to disagree and to polarize to those support or 
those who oppose about the idea, proposal, opinion, information and other.  
 
 Decision making is playing an in important role for the success of organization. 
The important thing is that the decision must be taken on all sides from group worker, 
department and organization. Decision are depending on the efficiency of making an 
option through different alternatives through the decision making process. The process 
of making a decision always creating a conflict, and cause many different ideas and may 
be different views. In simple meaning, conflict can also be the difference ideas between 
different parties. 
 
 To organizational behaviour and management can be examined according to the 
level of decision making process. The using of independent and dependent approach in 
this study can easily identify the cause of decision making conflict. Different 
requirement, opinion, goals and concept are causes of decision making conflict. That is 
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independently due to cause of decision making conflict (dependent). In an organization, 
conflict can lead to improve organizational performance and to achieve the goals.  
 
Amason, Thompson, Hochwarter and Harrison et al. (1995) conclude that the 
conflict is the key to unlock the conundrum. Conflict does not always come either from 
the positive decision or negative decision. It came from any situation, whether from 
disagreement over a decision or change in a decision, or it can come from failure to 
make the right decision. In conclusion, all those things will affect to another things.  
 
1.2 BACKGROUND OF STUDY 
 
As we all know, in this era of globalization, most of people are tend to working 
in the organization whether in the government sector or in the private sector. Working 
in a group which comprise of various cultural, gender and religion has become a 
working culture and daily activities within the organization. This diversity actually can 
cause the decision making’s conflict within the management. Whether they are leaders 
that led the team, or workers, the chances of the disagreement on decision is always 
there.  Although there are approaches that have been proposed and proven, the 
differences on opinion or idea is inevitable, and the conflict may occur.  
 
 Conflict in decision making is a part of life and is not such a bad thing. Conflict 
can help the organization to identify the problem or potential problem that must be 
corrected to improve the management efficiency. The conflict in decision making is 
necessary for the achievement of organizational objectives and goals. Conflict will 
occur when each of the employees will efficiently participate on the decision making 
process. The discussion or debate between employees may important to make decision 
regarding the best idea. 
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1.3 STATEMENT OF PROBLEM 
 
 This research aims to study on decision making conflict in manufacturing 
industry. Focus on the study are to know the main causes of the decision making 
conflict. The cause is independent variable. Whereas decision making conflict is 
dependent variable. Each variable has a relationship between each other. Dependent are 
depends on independent.  
 
Every conflict that occurs in the organization cannot be denied, whether the 
decision given is either positive or negative. Making different opinions are common 
method that practiced in an organization nowadays to solve some issue. Getting a final 
decision often sees as a part of organization problem. When employee from different 
background wants to make a decision together, they are expected to face a problem of 
disagreement in decision making. This is because the decision to produce a product 
must get approval from several responsible individual. Too many ideas and opinion in 
decision making will cause the conflict to occur. Human are often burdened with a life 
question in which needed to be answered and to make a decision. Making the decision 
is the ability of mind to choose the best opinion from several alternatives to achieve the 
goals or objective needed.  
 
1.4 OBJECTIVE OF STUDY 
 
 This study focus on the decision making conflict in manufacturing industry. 
These parts develop a framework and guideline according to two objectives. The 
objectives of the study are:  
 
a) To identify the main cause of conflict in decision making within the 
organization.  
By knowing the conflict occur, this study to identify the cause of the 
decision making conflict occur and how the conflict happen. 
b) To investigate relationship between cause of conflict with decision making.  
By knowing the cause of conflict in decision making have correlation or not 
with decision making conflict.  
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1.5 RESEARCH QUESTION 
 
a) What are the causes of the decision making conflict exist in the manufacturing 
industry? 
 
1.6 SCOPE OF STUDY 
 
The scope of this study is the decision making conflict faced by worker in the 
organization. Overall respondents obtain through the employee from the manufacturing 
sector. 
 
1.7 RESEARCH LIMITATION 
 
 To get information from respondents, the questionnaires were distributed to 
several workers in manufacturing industries. Questionnaire were given to the 
respondent who works in the manufacturing department only and conducted in an 
industrial area at Muar 
 
1.8 SIGNIFICANT OF STUDY 
 
 The analysis result from the information obtained through this study will allow 
us to get the fact of this research. From that information, further studies can be 
discussed and conducted in the future.  
 
1.9 OPERATIONAL DEFINITION 
 
This part is defining the statement that explains the meaning of the term (a word, 
phrase, or other set of symbols) about this title research. For each meaning have many 
different definitions and multiple meaning. 
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1.9.1 Conflict 
 
 As an introduction to industrial or organizational psychology (Group process in 
work organization, pp. 320), conflict can be described as a competitiveness of 
individual workers or work group that become exposed. Gray and Starke (1984) 
conclude that the conflict is a behaviour of a person or group that is purposely designed 
to inhibit the attainment of goals by another person or group worker. Different view was 
expressed by Tjosvold (1998, pp. 320) state that the key elements in the definition of 
conflict are the incompatible goals of the conflicting parties.  
 
 Conflict is the disagreement or a fight between two parties that show hostility 
and/or intentionally interfere with other parties (Wexley and Yulk 1988:229). 
According to Winardi (1994:1) conflict is the availability of different opinion or 
disagreement between people, group worker or organization. Stoner and Wankel (1988) 
conclude that the conflict means the different opinion between two or more members or 
group within an organization that emerge from the fact that they should divide the 
scarce resource or work activities or the fact that they have status, purpose, value or 
different view.  
 
1.9.2 Decision Making 
 
Decision making can be classified as a process of selecting a logical idea from 
the available or multiple choices. It is playing the biggest role to determine the 
successful journey of the organization with an effective management. The decision can 
be defined as a part of action purposely selected from a set alternative to improve the 
organization goals or achieve the objective they need. 
 
 According to Wikipedia, the definition of the decision making in the Latin 
language (decidere “to decide determine”, literally “to cut off”, from de- “off” and 
caedere “to cut”) can be regarded as the mental processes (cognitive process) resulting 
in the selection of a course of action among several alternative scenarios. Each decision 
making process can produce a final selection. The output or idea can be an action or an 
option of choice.  
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 According to the Oxford Dictionary, the definition of decision making is the 
action or important process of decision making. The systems that encourage to worker 
participate in corporate decision making.  
 
Information from the book essentials of contemporary management (pp. 159), 
the definition of decision making is the process by which manager responds to an 
opportunities and treat by analyzing option and making determinations about specific 
organizational goals and courses of action. The best decision in the selection with 
appropriate goals and course of action will increase the organizational performance, 
while bad decision will decrease the performance.  
 
1.10 RESEARCH FRAMEWORK  
 
Theoretical frameworks related to an idea provide a guideline to the research 
project. The idea can make an easy way to achieve the objectives of the study. Two 
variables were used for the theoretical frameworks which are dependent and 
independent variable that is related to each others.  
 
 These variables show the relationship between independent variable and 
dependent variable. The independent variable is a variable that is varied or manipulated 
and the presumed cause. While the dependent variable is the response that can be 
measured or that is the presume effect.  
 
The main purpose of this study was to identify the cause of decision making 
conflict in the manufacturing sector. Hence, the independence of this study is about the 
cause of the decision making conflict. The study shows four independents that related 
on dependencies, which are: 
 
i. Opinion among officer or representative 
ii. Many authorities 
iii. Information on particular issue 
iv. Goals of different department 
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The dependent variable gives more focus on the conflict of the decision making. 
The dependent variable is the thinner that affected by something (independent variable). 
Without independent, dependent will not be available. Dependent variables depend on 
independent. An interesting view was expressed by Walton and Dutton (1969) common; 
the greater the interdependence of work activities, the potential for conflict occur is 
greater.  
 
Figure 1.1: Dependent Variable and Independent Variable 
 
 
 
 
1.11 EXPECTED RESULT 
 
Based on the objective of the study, there are some factors that cause conflicts 
within the organization. Decision making is part of daily activities. Conflict will occur 
while the decision making is in the process or discussed. These things normally done in 
a group, which they need the consensus by all parties to take right path and choosing the 
best decision.  
 
 Different opinion can affect the decision making process. Instead of bringing a 
positive impact, lots of ideas will cause of conflict on the process of making the 
decision. In getting the best result, the agreement by all members or group must be 
Independent Variable 
Dependent 
Variable 
Decision 
Making  
Conflict 
Causes Of 
Decision Making 
Conflict 
Opinion Among Officer Or 
Representative 
Many Authority 
Information On Particular Issue 
Goals Of Different Department 
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obtained. An agreement is hard to achieved while the presented idea is varies. Conflict 
can also be occurred with the availability of many authorities. It is impossible for the 
workers to follow the different instruction by different managers at the same. Moreover 
the information obtains are too little, it's difficult to worker to continue the task. Due to 
difference department, process to make decisions can become more complicated. Each 
department has a different opinion and job specifications, hence what they think are 
based on the task they are doing. If the agreement from all departments is required, the 
decision can’t simply and quickly obtain.  Each cause of conflicts is closely related to 
decision making.  
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CHAPTER 2 
 
 
LITERATURE REVIEW 
 
 
2.1 CONFLICT IN DECISION MAKING 
 
Although the conflict has claimed in psychological approaches to making an 
early decision (Lewin, 1931/1964), there are no generally accepted measure of the 
strength of the conflict has been establish (Tversky and Shafir, 1992).  
 
Every experience shows that decision making is often accompanied by conflict. 
According to Adele Diederich (2003) conflict can be resolved by making a choice 
between alternative. Several approaches that invoke conflict situation in the analysis of 
decision making have been proposed (e.g., Busemeyer and Townsend, 1993; Coombs 
and Avrunin, 1988; Diederich, 1997; Hull, 1932; Janis and Mann, 1977; Lewin 
1931/1964; Meller, Schwartz, Ho and Ritov, 1997; Miller, 1994; Townsend and 
Busemeyer, 1989), but according to Tversky and Shafir (1992) there was no standard 
definition of conflict nor a generally accepted procedure for measuring conflict. Assume 
that the decision making in conflict situation is more difficult than there is no conflict 
situation, they suggest postponing the decision as an indicator of conflict. It takes longer 
to reach decision avoidance in avoidance-avoidance conflict situation than in the 
approach-approach conflict situation (e.g., Berlyne, 1957; Bockenholt, Albert, 
Aschenbrenner, and Schmolhofer, 1991; Busemeyer, 1985; Dashiell, 1937; Houston, 
Sherman, and Baker, 1991; Jasin and Mann, 1977; Luce, Bettman, And Payne, 1997). 
 
It can come from dissension over the decision turn out to be good, and it also 
can come from the failure of making timely decision or it can also be both. Where did it 
come, conflict is often tied to the decision making process, and it is an important part of 
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doing business. Without conflict, the business will not always get the extra incentive 
they need to move to another street or start taking the company in a new direction. 
According to article Amason and Schweiger (1994) although the conflict is essential for 
effective strategic decision making, it’s also dangerous thing which can destroy a team 
effort to share information and to obtain consensus. 
 
A conflict situation becomes a positive source of making decision and it's not 
always give in negative effect for the group. According to Pondy (1967:320) conflict is 
not necessarily good or bad. That means the conflict can become a source or learning in 
the group of organization management. Conflict is not always effect negatively, but it 
also can provide teaching and goods that come due to the occurrence of a debate 
between the different parties. It can provide the way to prevent recurring conflict in the 
future and the conflict can be resolved if it happen again.  
 
However conflicts in team works are not necessarily destructive. It can lead to 
news idea and approach to organizational processes, and increased interest in dealing 
with the problem. According to Bowditch and Buono (1997), conflict can come with 
two situations, negative and positive. Conflict in positive situation can be considered 
like as it facilities the surfacing of important issues and provides opportunities for 
people to develop their communication and interpersonal skill. Conflict becomes a 
negative situation when it is left to escalate to the point where people begin to feel 
defeated and a combative climate of distrust and suspicion develops.  
 
According to Nelson (1995), there are several negative conflicts that can destroy 
a team quickly and often arises:  
 
i. Administration Procedure: If the team does not have enough resources to 
do the job, it is inevitable that some will carry too heavy load. 
Resentment, often unexpressed, may build, so it is crucial that team 
leaders ensure adequate resources. 
ii. People resources: If the team does not have enough resources to do the 
job, it is inevitable that some will carry too heavy load. Resentment, 
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often unexpressed, may build, so it is crucial  for the team leaders to an 
ensure adequate resources 
iii. Cost Overruns: Often inevitable, cost overrun becomes a problem when 
proper measures are not taken. The whole team should know early on 
when the cost becomes problematic so additional funding can be sought 
by the team. This way the problem can be resolved before it grows into a 
problem for management. 
iv. Schedules: The schedule is highly consequential to the team’s project 
and should be highly visible. All members should be willing to work 
together to help each other meet their deadlines. 
v. Responsibilities: each team member must know what areas are assigned 
and who is accountable for them. 
vi. Wish List: Stick to the project at hand and avoid being sidetracked into 
trying to fit another thing into it. Wait and do the other thing you would 
like to do after successful completion of the original project. 
 
Team members can and should attempt to avoid negative conflict from 
occurring. By given an attention for the potential of negative conflict, the necessary step 
must be taken to ensure good planning. 
 
An interesting view was expressed by Cosier and Dalton (1990, pp. 324) that 
other performance related positive outcome of conflict happen when conflict improve 
the quality of decisions. Each employee brings some impact into the decision making 
process that leads to conflict, because each employee must consider a wide range of 
opposing views and idea. Conflict can occur when the employee or member try to be 
heard and push for what he or she thinks’s right.  
 
 Conflict can increase the productivity through the decision making in more 
receptive to new opinion increase the range of alternative considered, improving the 
evaluation of this alternative (Kuhn and Poole 2000; Parayitam and Dooley 2009; 
Schwenk 1990) and make various ideas into a single decision (Schweiger and Sandberg 
1989). 
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 According to Amason (1996), this kind of conflict emphasizes personal 
incompatibilities or disputes and tends to be emotional. That also argue by Eisenhardt et 
al. (1997), empathize interpersonal problem, which may evolve into anger toward the 
other decision makers. Laios and Tzetzis (2005) state that conflict negatively affect 
individual and team performance. Amason (1996) give some hypothesis regarding the 
decision maker which who experience in higher levels of affective conflict will produce 
lower quality decision, have a lower level of understanding of their decision and have a 
lower level of commitment and affective acceptance to their decisions. Elbanna (2006) 
conclude that in addition to the possible impact of decision quality on firm performance 
and that expect the effective conflict will lead to negative effects on firm performance. 
 
2.2 CAUSE OF DECISION MAKING CONFLICT 
 
 According to Kirchoff and Adams (1982), there are four distinct conflict 
conditions, such as high stress environments, ambiguous role and responsibilities, 
multiple boss situation and prevalence of advanced technology. 
 
Filley (1975) identified nine main conditions which could initiate a conflict 
situation in an organization. These are: 
 
i. Ambiguous jurisdiction, which occur when two individuals have 
responsibilities which are interdependent but whose work boundaries and 
role definitions are not clearly specified. 
ii. Goal incompatibility and conflict of interest refer to accomplishment of 
different but mutually conflict goals by two individual working together 
in an organization. Obstruction in accomplishing goals and lack of clarity 
on how doing a job may initiate conflict. Barriers to goal 
accomplishment arise when goal attainment by an individual or group is 
seen as preventing another party achieving their goals. 
iii. Communication barriers, as difficulties in communication can cause 
misunderstanding, which can then create conflict situations. 
iv. Dependence on one party by another group individual 
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v. Differentiation in an organization, where, within an organization, sub-
unit is made responsible for different, specialized tasks. This creates 
separation and introduces differentiation. Conflict situation could arise 
when an action of sub-unit are not properly coordinated and integrated. 
vi. Association of the parties and specialization. When individuals 
specialized in different areas work in a group, they may disagree 
amongst themselves because they have different goals, views and 
methodologies owing to their various backgrounds, training and 
experiences. 
vii. Behavior regulation. An organization has to have firm regulation of 
individual behavior to ensure protection and safety. Individuals may 
perceive these regulations differently, which can cause conflict and 
negatively affect output. 
viii. Unresolved prior conflicts which remain unsettled over time create 
anxiety and stress, which can further intensify existing conflicts. A 
manager’s most important function is to avoid potential harmful result of 
conflict by regulating and directing it into areas beneficial for the 
organization.   
 
According to Kirchoff and Adams (1982), conflict is defined as a disagreement 
between individuals. It can vary from a mild disagreement to a win or lose, emotion 
packed, confrontation. Kirchoff and Adams (1982), state there are two theories of 
conflict management: 
 
i. The traditional theory is based on the assumption that conflicts are bad, 
are caused by trouble makers and should be subdued. 
ii. Contemporary theory recognizes that conflict between human beings is 
unavoidable. They emerge as a natural result of change and can benefit 
to the organization, if managed efficiently. Their current theory considers 
innovation as a mechanism for bringing together various ideas and 
viewpoint into a new and different fusion. An atmosphere of tension and 
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hence conflict, is thus essential in any organization committed to 
developing or working with new ideas. 
 
According to Amason (1996), conflict can emphasize personal incompatibilities 
or disputes and tends to be emotional. Some other researcher emphasizes interpersonal 
problem, frustration and anxiety among participants in the decision making process, 
which may evolve anger toward the other decision maker (Eisenhardt et. al, 1997). 
Conflict in the decision making process can show personal incompatibilities or disputes 
and by necessity tend to be emotional.  
 
Kolb and Putnam (1992) conclude that some definite purpose of the conflict 
existence is where there is a real or perceived difference that arise in a certain 
circumstances and cause emotion as a consequence. 
 
Argued by Josephs, Larrick, Steele and Nisbett (1992), if the individual was 
aware of the things to do and acts accordingly in a decision making situation, this might 
be a pushing force in the rise of self esteem. As relevant literature is analyzed, it become 
a concerned that in decision making, there is a positive meaningful relationship between 
self esteem and general self esteem (Colakkadioglu and Gucray, 2007; Gucray, 1998; 
Josephs et al. 1992; Tunholm, 2004). In that case, the rise in self esteem is positively 
effective over self esteem in decision making (Colakkadioglu and Gucray; Gucray). 
 
2.2.1 Opinion Among Officer Or Representative. 
 
2.2.1.1 Divergence Theory (Different Opinion) 
 
 Each employee is a unique individual. However working in a group may cause a 
conflict to be raised because each individual has different ideas and perspective. This 
mean, each person has a different stance and perception between one another. In a real 
life, individual or person can’t avoid on decision making. In each of the organization 
activities, decision making is a one of important part of daily life. Different stance and 
perception are always happening in each decision making process. Conflict will exist in 
